1/8 -x . 

SCK YOR9-2000-0045 



102 



100 



^ L 



MANUAL 
CATEGORIZATION 
SCHEME 



ANTICIPATED 
CONTENT 



104 

WORKFLOW 
ANALYSIS: 

1. BUSINESS- 
MISSION 

2. CSR SKILLS 

3. STORED — 
RESPONSES 



-105 

107 
109 



BUSINESS DOMAIN 



FIG. 1 

PRIOR ART 



2/8 

YOR9-2000-0045 



"\t - 




3/8 

YOR9-2000-0045 



LU 
GQ 




*»LD lO 










i^- 




' — LU 




ZD CO 




CO 












eg 






















LiJ 
CD CL, 




□J ^ 
















li 








CD 




CD 





V 


CD 

PS 
V 


V 


CD 

S3 

\ 






5 










LU 
CD 




CL 








sa 


CD UJ 

LU 








CTIOI 




LU 


ALGORITHM TO 
3RIZATI0N SCHI 
6) 




SCHEME Wm 
PERFORMANCE 
:SS REQUIREME 




M INTO PRODU 




CATEGORIZATION SCHE 
NEEDED. 


RNING i 
EE RG. 




IZATION 
HNICAL 
BUSINE 




1 SYSTE 




<, cn 




CD CD 


















CD 






CO ^ 








CD 




CD 
CD 












CD 


UlJ CD 
Q_ CP 






PUT CATE 






USE SU 
CATE 




VALIDATE 
(SEE 






REVIEW 




Y0R9-200O-0045 lis .,• 




5/8 

YOR9-2000-0045 




1 



CO 



CJ5 



CD 

5 

CO 

zxz 

LxJ 



5? 

to 



CO ^ 



it: 
S3 



5*°4 

i 




s 

lo 



LO 



8 ^ 

ro 



6/6 

YOR9-2000-0045 



S 



V 



i— CO 
CO z 



CO 



— CO 



CO ^ 



CO 



O 
CO 



co S 

U- E 

o 

CO 



IS 

13 cl 

LU CO 

-< o= s 



Csl 
CO 



U-J 

uj m 
co -cc 



13 CO CO 
~ U-J — " 

co a 

CO 



CO 



co 

Ol — CO 

u5 qE 

CD 

cc: co 
co u_i 



is? 

CO 

A 



CO 


S5 




RIZER 


s 

U_l 


U-J 

UJ 2 
re zo 


TEGO 


§ 


^8 

=F Q 


s 






U-J 


CO 




re 
1 — 


i 


CZ5 =3 
U_l Z 


CO 




CC ZD 




CO 




a 




oxo 


O- 


s 




CO 






I 


§ 


CO 1 


UJ 


co 


cEf co 




OR ALL 




CO 


CATEGOR 

:gories 




U_ 






s 







5 

CO 

1 





UJ 




r-j. 




ct: 




CD 




CO 












UJ ^-i 




























urg 




co co 




uj t±d 
co S 












§ 
















0 



CO 
CO 



7/8 

YOR9-2000-0O45 




C^4 
CO 



cm 



CD 



LiJ 




U_ 




CO 






UJ 


1 


ZD 


t_i_l 
CO 
UJ 




g 






& 


z 


or 


z 


U_ 




o 






UJ 






Lj 




CO 


UJ 


LU 




^ 












Q- 




Z 










8/8 

YOR9-2000-0045 



CO 



oo 



CO 

es 

8 
g 

an 

UJ 

qs: 
o 

CD 



CD 

1 

a 

CO 



3 



or 





CD 
















LU 






Z 






AN 


UJ 












u_ 






o 






CD 












s 


i — 


CO 




CO 
UJ 




OCUME 


C-> 

o 

Q_ 


TEGORI 


u_ 


LU 
3Z 


CIS 




Z 


UJ 
C_> 
13 




s 




o 


CO 


Z 


! 






s 




KJ 






& 


e 




or 


CD 






Z 

Q 




g 


z 

C5 






a_ 
co 






CORRE 





A 



CO 












CD 




WH! 
fin 


*t7T 




G3 


CO 
UJ 




CD 


TEGO 


UJ 

S 




55 




CD 
Z 


CD 


s 




LU 




CO 


etc 


mi 

LIU 




or 










UJ 


UJ 

r — [ 


a. 


or 
o 




CD 








1 





oo 

CD 



